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THE IMPACT OF TOTAL QUALITY MANAGEMENT
ANDLEAN SIX SIGMA OF CULTURE QUALITY
AND FINANCIALPERFORMANCE
ON HOSPITALITY SERVICE
COMPANY IN SURABAYA

Watin Sofiyah
2013310934
STIE Perbanas Surabaya
Email : 2013310934@students.perbanas.ac.id

ABSTRACT

The purpose of this study was to analyze the influence implementation Total
Quality Management (TQM) and Lean Six Sigma on quality culture and financial
performance. The data used in this study were obtained from the hospitality
service located in Surabaya. Of the 88 questionnaires distributed, the number of
questionnaires returned was 35 questionnaires. The data were processed using
multiple linear regression. This study uses census method with the sample of
research is hospitality service three star in West Surabaya and City Center. The
data sources was obtained from field research, in particular by distributing
questionnaires to acquire primary data. The results showed quality commitment
and customer focus effect on quality performance, but all independent variabels
do not affect the quality culture.

Key words : Total Quality Management (TQM), Lean Six Sigma, Quality Culture,
and Financial Performance.
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ABSTRAK

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh penerapan Total
Quality Management (TQM) dan lean six sigma terhadap budaya kualitas kinerja
keuangan. Data yang digunakan dalam penelitian ini diperoleh dari perusahaan
perhotelan yang berlokasi di Surabaya. Dari 88 kuesioner yang dibagikan, jumlah
kuesioner kembali adalah 35 kuesioner. Data diolah dengan menggunakan regresi
linier berganda. Penelitian ini menggunakan metode sensus dengan sampel
penelitian adalah perusahaan jasa perhotelan bintang tiga di Surabaya Timur dan
Surabaya Tengah. Sumber data diperoleh dari penelitian lapangan, khususnya
dengan membagikan kuesioner untuk memperoleh data primer. Hasil penelitian
menunjukkan hanya variabel komitmen kualitas dan fokus pengunjung
berpengaruh terhadap kinerja keuangan namun tidak ada variabel independen
yang berpengaruh terhadap budaya kualitas.

Kata kunci : Total Quality Management (TQM), Lean Six Sigma, Budaya
Kualitas, dan Kinerja Keuangan
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